KEEGAN, WERLIN & PABIAN, LLP

ATTORNEYS AT LAW
265 FRANKLIN STREET
BOSTON, MASSACHUSETTS 02 110-31 | 3 TELECOPIERS;

S17)951- 1354
S17)951-1400 B177951- 0886

March 1, 2005

Mary L. Cottrell, Secretary

Department of Telecommunications and Energy
One South Station, 2™ Floor

Boston, MA 02110

RE: New England Gas Company, D.T.E. 05-24

Dear Ms. Cottrell:

Please find attached the 2004 Annual Service Quality Report (“Report™) for New
England Gas Company (“Company™). The Report includes data and other information
regarding the Company’s annual service quality performance for the period ending
December 31, 2004, as well as historical data supporting the Company’s comparison of
2004 performance with its past performance. The Report is consistent with the
Company’s Service Quality Plan (“Plan”) that was approved by the Department of
Telecommunications and Energy (“Department”) on April 17, 2002.

The Company will continue to track its service quality performance consistent
with its Department-approved Plan during 2005 and update its benchmarks where
appropriate,

If you have any questions, please call me at your convenience. Please also direct
any correspondence to: :

Kevin F. Penders, Esq.

Manager, Regulatory Relations
New England Gas Company

100 Weybosset Street
Providence, Rhode Island 02903 -
Direct: (401) 272-5040 x 2212
Fax: (401) 751-0698
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Sincerely,
b0t
/ IohnX. Habib
Enclosures

cc:  Jody Stiefel, Hearing Officer
Joseph Rogers, Assistant Attorney General
Robert Sydney, General Counsel, DOER
Kevin Branneily
George Yiankos
Karen Robinson
Kevin Penders
Karen Czaplewski
Sharon Partridge
Peter Czekanski
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SECTION 2

Performance Review for Year Ending December 31, 2004
l. INTRODUCTION

In accordance with the directives of the Department of
Telecommunications and Energy (the “Department”), the New England Gas
Company (the “Company”) hereby presents its annual service-quality
performance report (the “Report”) for the Fall River Service Area (“Fall River”)
and North Attleboro Service Area (“North Attleboro”) (together, the “Service
Areas”), based on service-quality data collected through December 31, 2004.
This Report is filed pursuant to the provisions of the service-quality plans (the
“SQ Plans”) submitted to the Department in March 2002.

The Report provides: (1) the Company’s 2004 performance data for each
service quality category required by the Department to be tracked; (2) historical
data supporting benchmarks for such categories; and (3) supporting information
and reports on certain service quality measures required by the Department to be
reported. The Company’'s 2004 performance benchmarks for certain categories
were based on 10 years of data, and thus, the Company did not revise such
benchmarks for purposes of measuring 2004 performance.” In instances where
benchmarks have been established on less than 10 years of data, the Company
updated such benchmarks, as required by the guidelines established by the
Department in Service Quality Standards, D.T.E. 99-84 (2001) (“D.T.E. 99-84").2
In addition, the Company has compiled data for several performance categories
for which the Company began tracking data only during the last three years, and
thus, in this report and filing, the Company establishes performance benchmarks
for these categories which will be applied in the Company’s 2005 filing.® The.
Company will continue to establish and update its performance benchmarks as
additional data become available.

- Those categories are: (1) Billing Adjustments (Fall River Service Area); (2) Lost Work
Time Accident Rate (Fall River and North Attleboro Service Areas), and (3) Consumer
Division Cases (Fall River and North Attleboro Service Areas).

Those categories are: (1) On-Cycle Meter Readings (Fall River Service Area); and (2)
Billing Adjustments (North Attleboro Service Area).

Those categories are: (1) Telephone Service Factor ~ Emergency and Non-Emergency
(Fall River Service Area); (2) Service Appoiniments Met on the Same Day Requested
{both Service Areas); and (3) On-Cycle Meter Readings (North Attleboro Service Area).



. PERFORMANCE MEASURES

A. Customer Service and Billing Performance Measures

1. Telephone Service Factor

Under Section ILA of the Company’s SQ Plans, the Company is required
to coflect and report statistics on the percentage of telephone calls from
customers that are handled within a 20-second time interval. Until the issuance
of D.T.E. 99-84 on June 29, 2001, the Company had not compiled performance
statistics on the telephone-response time for either the Fall River or North
Attleboro Service Areas. As of September 2001, the Company began collecting
data on the percentage of telephone calls handled within 20 seconds for the Fall
River Service Area, including both emergency and non-emergency calls.
Tracking for the North Attleboro Service Area non-emergency calls began in
January 2002, and in June 2002 for emergency calls. Thus, as of December 31,
2004, there are three annual data points for the Fall River Service Area
telephone service factor and two annual data points for the North Attleboro
Service Area's telephone service factor. Therefore, a benchmark of 36.15% is
established for telephone service factor in Fall River. The appropriate
benchmark for North Attleboro will be established in the Company's 2005 filing.
The Company’'s 2004 performance was 40.29% for Fall River and 38.52% for
North Attleboro.

2. Service Appointments Met on the Same Day Requested

Under Section Il.B of the SQ Plans, the Company is required to gather
data on the percentage of service appointments met by Company personnel on
the same day requested. The Company did not track this measure for the
Service Areas prior to the issuance of D.T.E. 99-84. The Company began
tracking performance on this measure as of July 1, 2001. Thus, as of
December 31, 2004, there are three annual data points for this measure for both
Service Areas. Therefore, the Company establishes a benchmark for this
measure in the amount of 99.73% for Fall River and 99.50% for North Attleboro.
The Company’s 2004 performance for this measure was 99.20% for Fall River
and 98.70% for North Attleboro.

3. On-Cycle Meter Readings

_ Under Section II.C of the SQ Plans, the Company is required to collect
and report data on the percentage of meters that are actually read by the
Company, monthly. The Company has established a benchmark for this
measure for the Fall River Service Area, which will be re-calculated for 2005 to
include its 2004 performance for this measure. As detailed in Section 3,
Appendix H, the benchmark against which performance in 2005 will be measured
will increase from 81.33% to 81.65%. The Fali River Service Area's



2004 performance for this measure was 83.60%. Therefore, an offset of $9,706
was calculated for this performance measure.

The Company began tracking data for this measure for the North Attleboro
Service Area as of July 1, 2001. Thus, as of December 31, 2004, the Company
has three annual data points for this measure for the North Attleboro Service
Area. The Company therefore establishes a benchmark for 2005 of 82.87% for
this measure. The North Attleboro Service Area’s performance in this measure
for 2004 was 80.90%.

B. Customer Satisfaction Performance Measures

1., Consumer Division Cases and Billing Adjustments

Under Sections HI.A and B of the SQ Plans, the Company is required to
track the number of customer complaints for each Service Area filed with the
Department’'s Consumer Division and the amount of billing adjustments per 1,000
residential customers based on data compiled and reported to the Company by
the Department. The Fall River Service Area’s benchmarks for each of these
measures were fixed in 2003 and 2002, respectively. Accordingly, as set forth in
Section 3, Appendix H, the benchmark for Consumer Division Cases relating to
the Fall River Service Area is fixed at 55.3 cases. The benchmark for billing
adjustments for the Fall River Service Area will remain fixed at $24.27. The Fall
River Service Area's 2004 performance in each of these measures was 101
cases and $43.92, respectively. The Fall River Service Area’s 2004 performance
level for Consumer Division cases did not meet its benchmark. Accordingly, a
penalty of $19,411 for Consumer Division cases was calculated for this
performance measure.

As of the end of 2004, the Company has 9 years of historical data for
billing adjustments in the North Aftleboro Service Area. Accordingly, as set forth
in Section 3, Appendix H, the 2005 benchmarks for this measure for the North
Attleboro Service Area was recalculated to include the North Attleboro Service
Area’s 2004 performance. The North Aftleboro Service Area’s benchmark for
Billing Adjustments will increase from $3.84 to $21.00. In 2004, the North
Attleboro Service Area’s performance relating to these measures was 17 cases
and $158.31, respectively. = The North Aftleboro Service Area’s 2004
performance level for Consumer Division Cases and Billing Adjustments did not



meet its 2004 benchmarks and therefore, penalties of $2,951 were calculated for
these two performance measures.*

The Company notes that, with respect to its performance for Consumer
Division Cases, the difference between its 2004 performance and its
performance in prior years is primarily attributable to staff changes at the
Company and related changes in coordination and information flow between the
Company and the Consumer Division of the Department. Specifically, the
Company needs to seek more information from the Department regarding the
rationale for classifying certain calls to the Department as a “Consumer Division
Case,” as defined by the Department in its Guidelines. Accordingly, the
Company intends to initiate discussions with the Consumer Division during 2005
to resolve issues relating to categorization of customer calls to the Department.

C. Safety And Reliability Performance Measures

1. Response to Odor Calls

Under Section V.A of the SQ Plans, the Company is required to submit
data on the percentage of Class 1 and Class |l odor calls that are responded to
within one hour. The Company began tracking this measure for the Service
Areas in January 2001. The Department has set an annual benchmark for the
Company of 95% performance for this measure. The Company is pleased to
report that its 2004 performance for this measure was 100% for both Service
Areas. Accordingly, the Company has calculated offsets for this measure of
$174,700 for the Fall River Service Area and $26,563 for the North Attleboro
Service Area.

The Billing Adjustment performance for the North Attleboro Service Area was related to a
singie bill adjustment for one customer where access to the customer's meter was at
issue. Given the small size of the North Attleboro Service Area, and the relatively narrow
deadband associated with the North Attleboro Service Area’s consistently strong
historical performance for this measure to date, a penalty calculation relating to a single
bill adjustment is a predictable result. Accordingly, the Company requests that the
Department consider in future Guidelines possible changes to its penalty/offset formulae
that address the application of penalties/ofisets in categories with narrow deadbands.



2. Lost Work Time Accident Rate

Under Section V.B of the 8Q Plans, the Company is required to report on
the Incidence Rate of Lost Work Time Injuries and lliness per 200,000 Employee
Hours (the “Lost Time Work Accident Rate”), as defined by the U.S. Department
of Labor Bureau of Labor Statistics, for each Service Area. The benchmark for
this measure for the Fall River Service Area was established in 2002 using 10
years of data. Accordingly, the benchmark for this measure for the Fall River
Service Area will remain fixed for the duration of the plan at 2.35. The Fall River
Service Area's 2004 Lost Work Time Accident Rate was 0.63.

The benchmark for this measure was established in 2004 using 10 years
of data. Accordingly, the benchmark for this measure for the North Attleboro
Service Area will remain fixed for the duration of the plan at 1.61. The North
Attleboro Service Area’s 2004 Lost Work Time Accident Rate was 0.00.



2004 sQl
Annual Report
Section 2
Historical Data
Penalty / (Offset) Calculation

A"

New England Gas Cbmpany



S00g/ e

Y- T uonoespelt VN Buniodey ™ esueuouey

£TT88E (335530) 7 AeUsJ WINWTXER]

£2T'e8€% * senuRAdl (079 L $00T TeaA repuaed Jo juasksd oM (¥)
“Ayeuad xew ayy of dn 9466 9A0qE/M0]aq Jutod sFetuasiad yoea 03 Ajdde xew Jo o457 03 Tenbs (198530) /Areudd (g)

9FvIeAR WO SUCHRIASP PIEpURIS 7 18 paumaut st Aieusd xely (7)

"$]{E0 pauopuUEqe SIPNIUI SPUSIaS (7 WM PIIpURY Sj{eo uo paseq snsnels suoyderar (1)

mmuoz
(s66'v91%) £TT'88€S %0001 [ele],
0% ¥£88°0 §9'61S  Tetrs  |1Iv6IS %0’ 0TTC LTS Tl 01 spuaugsn(py ung
11¥°61% £EL6'C oL'st 101 1119'61$ %0°¢ LEST 0£¢S I 01 §35eT) UOISTAI(T JSWNSUoTy
SINRTIEIS TORTAI 19WNse0,)
(00LFLIS) 0 %06t %06'66 J00L VLIS %0t VN %56 £ VN (€) s1{=D 20PC 1T 2 [ SSBID %
0% BCrF0 {TL1) £9°0 7T8°8¢ES %001 68¢ SET zl 0t ~ Sjuapoy AB(J JI0M 1§07
: AJIQELSY PUE AJoJeg
(90L°6%) SOL0'l %LT'T %09t JTT8BES %0017  %6I'T  %EL'Is 9 01 'speRf IS 9[2AD-U0 %
1¥N N VN %0T'66 375808 %STl VN VN z o1 To7A stuawguroddy 2a1AIag 04
%L1 '8E - “MEUY S[[BD) ASUREIaWg-UON %
%LYEE "My siTE;) Kouafiswiy o
VN VN VN %6T OV 8IS 8PS %$Tl VN YN z 01 (1) parsmsiy sjes %
ﬁ:zﬁm ﬂ.ﬁm OU._?Em quOHmﬁU
Huum.coﬂ w>0.Q. ﬁum Qoﬁ-m_hﬂ> .>.—0mﬂ_o .ﬁm_dﬁanm u&“—@&. >amm —H—m uNﬁ.—u}ﬁ O_ﬂ_n__ﬁ>< H‘-Qum_m m@a-—mﬁug
/ Apeuag Jo roN (7) winwxe 9SO [BII0ISTEE SIBIX SIBIX

z 10 | sbed

POOZ - SINSIY (Rpeuag jenpy  paambay

PUBULIONA $007
B2IY SIAIIS 1IATY 1181



S00Z/ g Y4 g uolpeg pali4 Wi Bupoday T saLewWwo e d

SAFON
sv'e 6€°11 LS'TL £L61 g 9r'e 97T 60TT 96'bS 52N 00°0 $8'8 siusunsnipy ulig
6% 44 o9& S¥ 3 8L [43 ¥L 0¢ 0§ £9 $9817) UOISIAKT JFWNSUoy)
ESTIRTIENS UOISTAN( 19WTSU0gy
%U0L9E  WATE6 %6001 SI[ED 10pQ) TT %9 [ S581)
60’1 1.1 £l £9°0 e 00 590 90 00 TL'e £9°0 LTT SIuBpIaoy ARl NIopm 1507
%0028 %0018 %00Z8 %008 WLBI8  WOT'LL SPRIY IR A0 %
_ %00°001 %001 P sjuawiuieddy so1aeg %
WOLLE  0POt PoISMSUY SHED %

$2INSEI[A]

et [seer . J9eer  Ji661 [8661 [6661 loooz  frooz  Tzeer  [eooz
S}NSIY ILL0ISIF

1661 [z661 €66l

BAIY JIIAIIS JIALY ([

Z 40z abed



S00zn/e

{(099°078)

18678
168

(£95°9z8)
0%

VN
VN

VN

@50}
7 AyBuag

SFel
[#A

%00°¢
L¥0

VN
VN

YN

LrPSIS  EERSTS |
0zTel LI

%00'S %001
a9 . 000
VN %0608
¥N %OL'86 |
%L1 8E
%%09'6L
VN %75 8¢

SARQ PIS IUENIEA TAIISAQ

Jo "ON

YN £ Uoi0es paly

8Z0°6¢

8z0°65%

YN Bulnadey T soueUIaS

(19s570) / A[EUS WNWIREN

“FOOT UL antaas) (9L 12101 Jo Juasrsd om], (¢)

“Kieuad xew 3y 0} dn 9454 sa0qemo]aq Jutod sFetusolad yoes 0] Ajdde xew jo o467 01 renba (1esi3Q) /Aeuag ()

aferaAr WO SUOHEIASD PIEPURIS ¢ 18 paunout si Aeuad xep (7)

"S[[eS PIUOPUBAE SIPIIUI ‘SPUOIAS (7 UMM PIIPURY S[[E> Lo paseq onspels suoydapal. (1)

|8c0'658 %07001

156°C$ %0S
liss'zs %0'S
feosozs %05

£06°SS %001
eosss %0'01
| AN %S°ZL
| YRS %5 Tl

() wnunxely  19sPO

POOT - SInSY

/Ayeuag

210 | obed

DUBWAOLIR $00T
BAIY NIAIIS OI0QI[NY YRION

0001
£6¢C

VN
[43

N TLICEX TEPA A9d PIS

¥8cs
8'c

%86
191

VN
YN

VYN

FDCI0AY
[BOLI0ISTH

£ VN

[A )

I 0]

S[qE(IEAY  AI0ISTH
saBa ) SIE3 X
jen)dy - paambay

WION

I810L

siawistipy Sulig
$35B7) UOISIAL(] JOWNSUOD)
£01ISTJE]S UOISTAI(] JAWSUQ.y

(€) 511D 10pQ 11 % [ SSEID %
SIUapPI20Y AB(] IOM 180T

SPESY 1919 F[0AD-UQ %,
1WA sssunuoddy a01alag o
"MSUY S[IED) ASUuaBIswrg-tuoN o4
“MSUY SpED) Adusdratud o
(1) paromsuy sfie) %
I{iE] PUE S0TAISE BWaish Y
. TINSEIN




SO0E/LE

Z 10 g ebey

OWN £ Uoiag pal4

ZS8ZS 000§ 0008  000% 0008 9I'Z8 0005 Q00§

L 7 9 VN ¢ I £ I £ Z 8
%00l %000 %001

€69 000 000 00'0 000 000 000 AR 000 0
%U0TH  WISER

%ISE5 %001
% IF

€661 |p661  1S66I [o661 __ [1661  [8661 les6r  Joooz  Trooz  [zoor  ieoor

S N5 ILI0)SIH

BAIY RNIAIRS 0J0GINY YLION

YN~ Bulbodey Teouswioped

slusunsnipy Bujrg
$95BD) UOISIAL( JOUMSUCD
SINETIRIS UOTSIAI(] J2tunsuo,)

S[ED TOP(Y 11 7% I S5°(D)
S)uap1oay Ae¢] 10, 1507

spesy ISR FAD-UO %
18 siuswputoddy adtazeg o

palsmsuy S[[BD %

SaIseay



2004 sQl
Annual Report
Section 3

A"

New England Gas Company




SECTION 3

Other Reporting Requirements
1. Introduction
Pursuant to Section 1V and VIl of the SQ Plans, New England Gas
Company is required to report, on an annual basis, information regarding the
following indicators:
) Customer Surveys
. Restricted Work Day Rate,

. Unaccounted-for Gas;

. Damage to Company Property in Excess of $5,000;

. Major Capital Investments in Transmission and Distribution
infrastructure;

. Spare Component Acquisition and Inventory Policy and Practice,
and

. Staffing Levels.

The Company is alse reguired fo report annually on customer payments
¢redited as a result of the Company's Customer Service Guarantee Program.
~ This information is presented below and in the accompanying appendices to this
section. In addition, the Company has included as Appendix H updated historical
data that includes the Company’'s 2004 performance data, and updated
benchmarks for 2005 performance, where benchmarks have not yet been fixed
for the term of the Company's SQ plan.

il. Non-Penalty Performance Measures

A. Customer Surveys {Appendix A}

Under Section 111.C of the SQ Plans, the Company is required t¢ conduct
and report the results of two consumer surveys regarding each Service Area:
(1) a customer satisfaction survey of a statistically representative sample of
residential customers; and (2) a survey of customers randomly selected from
those customers who have contacted the Company's customer service



departrnent within the year in which service is being measured. In 2004, the
Company used an outside research firm to conduct both surveys for the Fall
River and North Aftfleboro Service Areas. The results of the surveys are
presented in Seclion 3, Appendix A.

B. Restricted Work Day Rate {(Appendix B)

Pursuant to Section VILA of the SQ Plans, the Company is required to
report the Restricted Wark Day Rate for each Service Area to the Department on
an annuai basis. The Restricied Work Day Rate is the Incidence Rate of
- Restricted Work Cases Per 200,000 Employee Hours, as defined by the U.S. -
Department of Labor, Bureau of Labor Statistics. The Company has provided
this information in Section 3, Appendix B.

C. Unaccounted-For Gas (Appendix C)

Pursuant to Section VILA of the SQ Plans, the Company is required to
report its Unaccounted-for Gas for each Service Area to the Department on an
annual basis. The Company's current and historical data on this measure for
each Service Area is preserited in Section 3, Appendix C.

D. Damage to Company Property (Appendix D}

Pursuant fo Section VILA of the SQ Plans, the Company is required fo
report, on an annual basis, property damage over $5,000 for each Servite Area
that is reported to the Gas Pipeline Safety & Engineering Division. During 2004,
neither Service Area had property damage over $5,000. Accordingly, this
information is reported in Section 3, Appendix D.

E. Capital Expenditures (Appendix E)

Pursuant to Section VIL.D of the SQ Plans, the Company is required to
report on an annual basis the capital investment approved and capital investment
completed in the Company's transmission and distribution infrastructure.
Information regarding the total number of projecis and total expenditure for
capital projects for each Service Area, along with supporting information, is
presented in Section 3, Appendix E.

F. Spare Component and Acquisition Inventory Policy (Appendix F)

Pursuant to Section VILE of the SQ Plans, the Company is required to
report on an annual basis its policy for identifying, acquiring, and stocking critical
spare components for its distribution and transmission system. Historically,
neither the Fall River nor North Attieboro Service Areas have maintained a
formal, written policy for identifying, acquiring, and stocking spare components.
As a result of its efforts to consolidate operations following the merger, the
Company has developed such a policy. The report is provided in Section 3,



Appendix F.
G. Siaffing Levels {Appendix G)

Pursuant to Section |V of the SQ Plans, the Company will provide staffing
level information on an annual basis. The report is provided in Section 3,
Appendix G.

tl. Customer-Service Guarantees

Consistent with Section XI of the SQ Plans, the Company instituted a
system of customer-service guarantees for the Fall River and North Attleboro
Service Areas as of January 1, 2002. Specifically, the Company will provide
customer guarantees for each Service Area in the amount of $25.00 for each:
{1) scheduled service appointments for which Company personnel are more than
four hours late; and (2) scheduled service outages for which the Company has
failed to notify affected customers. In 2004, the Company did not remit any
guarantees to customers in either the Fall River or North Attleboro Service Areas.
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_ New Engiand Gas-Compan-y.
2004 Customer Satisfaction Survey Results

Two groups of customers were surveyed:

1. Residential customers who may or may not have recently contacted the Company;
and

2. Any customer who had recent contact with the Company through the telephone
center, walk-in center or through a service call.

The samples for the survey were randomly selected to include customers in these two
‘groups. The' statistical significance of the survey was 95% for the Fall River Service
Area, with a confidence level of +/-2.8. The statistical significance of the survey was
95% for the North Attleboro Service Area, with a confidence level of +/- 3.6.

The following questions were asked of customers:

Using a scale of 1 = very dissatisfied and 7 = very satisfied; How satisfied aré you with
the service you are receiving from Fall River / North Attleboro Service Area.

Using a scale where 1 = very dissatisfied and 7 = very satisfied; how satisfied were you
with the service you received from the customer service department of Fall River/North
Attleboro Service Area?

The mean scores for Question 1 were 5.07 for the Fall River Service Area and 5.36 for
the North Attleboro Service Area. The mean scores for Question 2 were 5.03 for the Fall
River Service Area and 5.49 for the North Attleboro Service Area.
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R

ﬁeétr:cted Work Day

Year Restricted Work-Day Rate
1995 | 692
1996 | 7.04
1997 | 10.36
1998 | 1z
1999 | 4.54
_2000 ' 5.22
2001 . .544
2002 | ~ 8.26|
2003 | 4.55
2004 _3.80

2005 FRG Restricted Work Day Appendix B 10Yr_data_entry - 3/1/2005
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Appendix C
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Unaccounted Gas

Year Unaccounted Gas MCF
1995 447,443.8
1996 60,495.9
1997 243,861.7
1998 118,355.6
1999 195,010.3
2000 ' 530,629.6
2001 40,323.0
2002 374,568.5
2003 257,252.0
2004 327,659.0
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Uncounted For Gas

Year Unaccounted Gas MCF :
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New England Gas Company
Damage to Company Property

Neither Fall River nor North Attleboro had damage to Company Property greater than
$5,000.




Capital Expenditures

YEAR ENDING DECEMBER 31, 2004
&
‘Historical Information

Appendix E

- New England Gas Company




rLiive'e $ 250°)) $ tsv'ssy $ soz'ize $ B6L'CS0'L  $ [zZ0'90L'Z 'SUORIPPY 19N

(goc'siz't)  § - $ - $ - $ - $ (gog'siz't)  $ ‘spuewamal jejo]

(pL2) - - - - (¥12) owdinba o8Iy 00086€
(oL8'007) (016'002) uswdinbe uoREALNWWOD  000LEE
{6¥6'vi) : (6v6'viy) euwrdinbe s 000L6¢
{cos'co) (£95'cD) slyowanoldw) § S2INONAS  DO00GE
{z19'2) (ZL9'2) uoliefelsyl loleinBex  0OOVBE
{Fap'e) : rep'e) siojenbey  000g8E
{ov8'sE) : , {ovg'6s) suolie|e)sU Jelel  000Z8S
{g20'z8) . {8:0'29) ‘slglolWl MEN 000L8S
(£95'252) (£95'252) s90IMES  000D08E
{Log'vR) (108've) suely  0009.¢
(668'9Z) (669°'92) SjuBWaA0IdW| R SBINONNS -1SI0 BO0SLS
(gzz'cl) $ - $ - $ - $ - § {(gzz'el) $ weuidinbs JaUO  0000EE

_ BINTGWIHILTE

Y'ZoL's $ L50°LL $  ¥Srssy 3 soziee $ 66£°CS0°L $ zeeize's $ ;suoIppe fejo |

gLE'EoL aLe'eol uswdinbs osiy  0008BE
- - - - - - ucwEa_:UG UOREZIUNWIWIOD 000.6¢E
000'¢L 000'El wewrdinbs 43 o0LL6E
“ - - - - - wawdinba 82140 000LGE
(ro6'06t) - - - - {¥96'06t) sjuslwaAoIdw| g saMPnIS 000068
69E°LGY YHO'E ¥L0'sE LPL'0g 201'99 691'9zE sucle|ejsul 1918y 000ZES
¥96'£8Z - - - - v96'Cee SJSlBW MBN 000188
rrrOLS'z §28'y £98'652 95+'202 5.0'697 LZL'5.G'L _ S80S QDO0SE
692'22 | 65242 dinbg jeig Bay sealy  00082€
08¢'L ose'l sjeag uior  0LL9LS
898"t gl 504'4 gl gl uogosloId JIpOUIED  0669LE
BES'PaL'T 688'E arr'0L1 £06'08 /€818 v26'69¢'L sulely olseld  0.09l¢
£EG°L A 8011 SUlRW 19918 0Z09.E
- - uolpised  gLoYLe
184z z19'/2 sjuswenodw| g sainNPPNRS -38Id 000528
zig'oy zi8'oY juswidinb3y uogecyling  000£9E
#£9'91L ¥eo'ol sjUBWBACIAW| B SIMONIIS - JOIS  000L9¢
ogg'e - - - - 0Z9't wswdinbs Jsyio  oooo0zZe
- $ - - $ - g - $ - $ juswdinb3 [gleussy  Q0GELE

'SNOILIGAY
IVIOIL HIAOWNIEYd IY041STM VISNVAS FERTET EERERBVE]
Aueduwion) ser) puejbuz mapN

Buinoday sunyipuadxy jeudes 002
B3N 9IRS JONY (1B

40 | afied
3 xipusddy



££8'g £9t'Z 896'2 9LE'Y L58'%1 &kL'pL #90'61L 168'6 £€95'ZL ZLiL'oe
599'8 $60°LL 208'% £20'62 L19'T gLE'g 250'y Z6t'9L a1s'e 9/8'ZL
G20l lgg's gL'l Q9E'el Yoy 662 8.1 by el [&E]
162 889 (A4 68 FEL LLL - 98z 642 660’}
EvE'L 5p5'2l 34" vZL'sy 6902 SPE'v ) i8¢ £ob'LL bel'g £28'0L
- - - - - zl9 - - - -
- - - - - FAN:] - - - -
g08'LL 185" SLL'8 BEC'EE Zob'LL 9/0'0Z gLl'se 68€'9Z 660'L2 889'zr
205'21 80t'v 649'6 gEe'ee Zap'sL 85007 alL'ez 65€'9% 8¥4'02 8652t
- 691 aLL - - 8l - - 059 08
LPL'ire'ss 155'v08'18 895'065°Z8 - 0.9°0KL$ 699'EL6'LS  £5T'S9T'LE 9L0°ChE' LS YrL'EE0'TE ELB'GIG'EE  £25'LP2'SS
(og'sle’t) ¢ {289'66) $ (sel'sor) ¢ (zzr'ave) ¢ (oez'szl) & (19e'sei) & (osr'ool)  § {(Lv'zei) ¢ (zsv'eza) ¢ (sev'2ez)
(962'659) - - - - “ - {op6'2) - -
- (ge6't) (gre's) (v¥t'E) (ge9'y) {ze9'z) (451'5) {0gs'g) -

(ove'se) - {188'0L) {zzo'Le) (s96'g1) {gge'0z) (cea'sl) (ve0'22) (cro'se)  (zwi'se)
(a20'28) (z85'68) (o1e'r) (gLe'0L) (Lig'z1) (128'02) {oog'L2} {gr1'22) (bre'eed (¥g8'22)
(zov'os)
(es9'z52) - (lez'ss) {€10'zeL) {£48'52) (8pr'19) (11e'9g) (gog'0l) {Leg'zrr)  (gee'act)
{990'9) - - - (882'2) (6v8'sl) (229')) (1LL2) (052'%) -
{L05'¥8) $ - $ (sse's) § (6z9'6) ¢ (urs'ol) ¢ (svi'en) % (lze'BL) ¢ (0s0'68) $ (Led'e) ¢ {epr'ee)
L¥bP'T91'S $ 6CL'PO6'L $ €EL10.T § J6E'A88  § 6L6'LPO'T © PLOOLYL  § - JOZ'EKE) § 122972’z $  5OZ'S0E'TS  ZLO'GLP'S
208'091 \Zivl - 1201 002 1L £86 € - 218°¢
- - ooL'tL 0sz'vlL 519'GL ceb'slL 0L8'st 51861 £68'61 6L2'8E
Q.g'15% ¥20°08L Z04'62¢ avL'epl 000°2¥e 8E6'661 ¥18'102 951'002 SPE'ZHT 0L6'C6Y
#96'c82 09g'18 0Lb'8EL {zes'l) 651'98 522’9l L66'58T 06€'SE L L08'58L r68'cEZ
Fr¥'0LS'T 68¥'L¥0'L 919'00t's 108'9£9 5GE'ZEL'L 765’996 LL2'966 82£'52¢'L 0EZ'19F’L  SOL'6LSZ
65212 88C'09 z56'8g 18806 6822 zz0've ars' les'sl LE5'8 §16°1L0Z
0ZE'88L'E 49868 £e0'ess B6L'PLL 261'TES 86+'g9L LB9'LEY fAA A XA 65¥'LEY 0EB'996'L
(8L2'st) S09'el - - . - BE9'L - - z09°LE
- ¢ ves'sl $ - $ - $ - g - $ - g - g - $ -

$00Z - €00z 7002 1002 0002 666 8661 266% 9661 5661

Jueld UONNGIRSIQ pUe UO|ISS|WSURI]
uoneulop| aunypuadxy jeyiden
Auedwon seg Jaaly [ed

b jo Z 8fed 3 xipusddy ¥4 5007

abueys 19N

elol-gnsg
ucifised
Jnseld
12915 pUB U0} IEnoIAp
1oy} psUopueqy

fejol-gns
uol 1589
2Msejy
19918 puk uoJ| JuBnosps
(19a3) dn uaye

feyo-gns
uoi 150
onseld
(8915 pPUB uoJj WBNOIAA
(152)) pappy
safifioey

lejol

(erol-ans

180

sroje|nBay ssnoH
sucleiEISY| Jalapy
salap

sualWaroldw| g SINENAS

EERIINELS

JolenBoy ¥ alnsespy

sulep
siusWaIey

[E1e3-qns

BUo

s10j2nSay Fsnoy
SUGNE(I5U) JSIB
B ET

Sa0INBE

ioiejnBay v sinseapy

SUIB(Y

sjuewaAcldul] g saINonNg
Wawdinby Bunessuss)

SUORBRY
JuaWISeAY| payoog

¥ jo g abeg
A Xipusddy



v26°696 $
(206'6¥) $
{8v2'6)

A‘mmm.m@

@%@

_ﬁ.o_w L) $

9z8'5L0°L $

abueyd JoN

sjuawadnal |ejo)]
wawdinbg uonelodsuel |
juswdinb3 g aunjiuing
sjusisAokdW] g saINaNNS
SUOIlE||BISY| SI9leN
ST

$a0IALes Ienbay

uol| isen

TSjlaliainey

suonIppE |ejo)

000cee
Q00lL6BE
00006¢
10-00Z8¢E
L0-00l8e
10-0008¢
01008

00201
L0-0028¢
L0-0048E
10-0008¢€
10-008.€
0209.€
0209.¢
0L09/€

(696'2.¢€) $S800Jc Ui YIOAA UORONISUOD
22089 uone|eIsu| Je1s
090°66 sioleN
108'9ES seones Jenboy

{092) Jawdinby soignBay uonngusig
£08'89 sutepy ouse|d
¥og8 sulepy 19918
- _ $ uolj 1seD

TSUOIIPPY

Buiiodsy sinypusdx3 jeyde) v00zZ
B3aly 89IAI9S 0J0galY YUON

Aueduior) seey puejfiug mey

7 jo ¢ abed
3 xipuaddy



ggz'gl L§E'y §6§'5 9z0'L 60¥'G AT 28241 90.'s 0ss'y £9g'} abueya jeN

968’1 - #00'L - - - - - - L0'S fe101-qns
AR - vey - - - . - - 808 U0k 158D
4 - - - - - - - - gL . aseld
- - 048 - - - . - . 9zg'L j98ig Mmalog
ore - . - - - - - - - 193G Papjan
‘e2y) poucpuBgy
- - - 8182 Fo8'L 7Ly Zl'y 096'2 969'2 - " margns
- - - - pre'L 8gv'l 186 N - - . uol| 1seD
- - - 9.2 £01 £e SAL - zz - onseld
- - - aig'e 215 880'2 §10'S 5022 Zzl - 19I5 MaIDg
- - - z% - gl - - Z55'2 - {9315 paplam
(1o9y) dn ueyey,
Z40'02 L52'¥ 65%'9 ¥te's €8s ast'L ¥oE'LE 099'Z1 9Zz'2 po.'e |ejol-gns
- - - - - - - - - - o) 1sen
z40'02 -ra 858'9 yR'6 £le°L o' ¥og'Le 85921 vzz's b0L's oused
- - - - - - - ] - - 2315 MaDg
- - - - - - - - z - [B3)S PSpISM
(193)) pappy
saoey
§Z8'596%  69'8FPE  65.'00FS  SR0'0Z¥S  L/p's9st  OS0'L6ES  SE6'vEL$ Z€6'02S% POS'86ES LOL'ZOVS " je1oL,
(zo6'6%8) 0% (135'ze$) . (z2e'Lz$) (zoz'szy)  (rzo'sed) (evl'zvs)  (esa'ves) (2286180  (p00'BER) 1g101-gns
{(evz'e) - - - - - - - - - wewdinb3 vopeLodsuRly, Z6¢
(556'5¢) SuBLISAIdW)| °g SSIMINIS 068
- - {Les'e) {248') (002'p) (oos) Adc)] {og1'1) {ao0't) {(0oz'L) suone(eisy) sl Zae
{esg'e) - {8re'z) (210"t} (r2'1) {z19%) {108'2) {sog'e) {e60'8) (e8z'z) : SIS 18
- - {reg'sl) . (Gob'sL) (e45'02) (Zsg'sy) {ieg'ee) (eza'vl) (Lo} (o9t've) SEVIAIBS 08¢
- - - . - - - - {118) (oo¥) JopnBay 7 2Insesw 698
{oL1'1$) 04 {Lri'o18)  (gEs'Le) (122'e8) (Gig'oLy)  Ep'ols)  {(8L0'ss)  {2Zog'os) (059'ag) SUle 2og
R SjUatlininay
JZE'GI0LS J6g'orys  OFE'EEFS  JOB'LpPE  EE./608 6E9'PIPE  JCL'ZEJS  O6P'SySE LbPelb SOL'OpPS 1el0)-gns
(696'c/8)  tbe'zel - - - - - E - - ssalfiald Ul MIOpA UoRonAsUoD Lot
£z0'89 0LL's Lo8'sl L85°LE £€8'88 S¥E'0Z 5£9'89 €8L'L8 L0 852’1l suoneilelsul SIS Zae
090'86 (8eb'11) 05Z'F l80's 985'c 160'5E 885'FL 1gL'al 6lL0'gL PLEDE SIZIBN 18E
Log'aes sei'sle 819'6/2 S/1'557  58¢'60¢ v0R'612 g80'sle Leg'esl 292'c8l Ze6'151 ‘savineg 08¢
(bes) oo 860'1 - g . 509'L 6822 1i8's 00Z'y soreinbsy g ainsesy 69¢
899'689%  6ZPOLLE  L95'6El$  8OV'OvLY 626'GZZS  6bY'GRIE  cETzers  ecs'ilEs  i66'65KE Lpe'TiTe suel Jog
: ‘SuoppY
v002 £002 7007 LO0Z 0002 666} 8661 1661 9661 5661 jusunsasu| payoog
jue[d UORNQIS|g PUE UCISSIWISUR |
uoneuLIOu] arnpuadxg jenden
Auedwog seg) ologqaly YHON
140 7 9Bed

3 xipuaddy



Spare Component
. and
Acquisition Inventory Policy

YEAR ENDING DECEMBER 31, 2004

Appendix F

A7

New England Gas Company



New England Gas Company

Spare Component and Acquisition Inventory Policy

The New England Gas Company (the “Company” or “NEGas”) manages all inventory
items with the Oracle software application. The system provides the Company with one
integrated Materials Management software system for each of the Company’s service
areas, which are located in Fall River, Massachusetts, North Attleboro, Massachusetts,
Cumberland, Rhode Island, and Providence, Rhode Island. In addition, each location
shares a common part numbering sequence for inventory items for both distribution and
customer service requirements.  As a resuit of corporate integration, the Service areas
now operate all warehouses with the same policies and procedures within the Materials
Management Department.

Stock Replenishment Practice

Best practices are incorporated into the inventory processes at the Company to assure
critical and routine items are in stock. Inventory is conducted utilizing the A, B, C
analysis method and inventory is ordered based on minimum, maximum and safety
inventory ' levels the Company has assigned to each individual item. The Company
also has an Operations Purchasing Team comprised of the Purchasing, Materials
Management, Construction and Maintenance, Engineering and Customer Service
Departments which meet monthly to identify stock level changes in certain inventory
items due to seasonal business changes (i.e., repair clamps in winter) and large
projects. These combined processes allow NEGas to operate with optimum inventory
levels to support all construction maintenance and customer service requirements.

Integration of Inventory ltems

In an effort to standardize the service areas within the Company’s Materials
Management Department the company has made great strides in bringing the inventory
to a more common platform. Items such as plastic pipe, meters, clamps, meter bars and
other common industry items already standardized by the Company have allowed for
more cost-effective procurement and the benefit of being able to draw common paris
and critical items from one of four warehouses. The “Operations Purchasing Team”
noted above also continues the integration of inventory items within the service areas
and also evaluates new products and services offered in the industry.

Critical Inventory ltems

The Engineering and Construction and Maintenance Depariments have identified critical
items for the Company’s distribution system. Items such as large cutoffs, clamps and
other parts are in stock at each warehouse for emergency purposes. If any critical
inventory is used it is replaced immediately to assure the Company’'s emergency
inventory items stay at the assigned levels. If the Engineering or Construction and
Maintenance Departments identify new item(s) as critical, they will notify the Materials
Management Department and the item(s) will be ordered and stocked. In addition, the
Company networks with other utifities in the Northeast, New York and Pennsyivania as
necessary in obtaining critical items as a last resort.

! Safety inventory: one inventory item above the Company’s minimum inventory requirement.



With the processes and practices noted above, the Fall River and North Attleboro
Service Areas have been successful in maintaining all necessary items for emergency
and routine work. The continued integration of all the service areas will continue to
standardize and reduce the number of critical items required for all locations. In
addition, the Company will continue to monitor the best practices within the industry and
implement them as necessary to assure that it maintains a credible and accurate
inventory system.
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Employee Count

Year Number of Employe’eé

1997 | q17]
1998 | 172
1999 o 169
2000 | 170
2001 160
12002 _ 145
2003 141
2004 136

2005 FRG Appendix G ' 10Yr_data_entry 3/1/2005
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